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(38) Unauthorized provider. An iTRS 
provider that becomes the iTRS user’s 
new default provider without having 
obtained the user’s authorization 
verified in accordance with the proce-
dures specified in this part. 

(39) Unauthorized change. A change in 
an iTRS user’s selection of a default 
provider that was made without au-
thorization verified in accordance with 
the verification procedures specified in 
this part. 

(40) Video relay service (VRS). A tele-
communications relay service that al-
lows people with hearing or speech dis-
abilities who use sign language to com-
municate with voice telephone users 
through video equipment. The video 
link allows the CA to view and inter-
pret the party’s signed conversation 
and relay the conversation back and 
forth with a voice caller. 

(41) Visual privacy screen. A screen or 
any other feature that is designed to 
prevent one party or both parties on 
the video leg of a VRS call from view-
ing the other party during a call. 

(42) Voice carry over (VCO). A form of 
TRS where the person with the hearing 
disability is able to speak directly to 
the other end user. The CA types the 
response back to the person with the 
hearing disability. The CA does not 
voice the conversation. Two-line VCO 
is a VCO service that allows TRS users 
to use one telephone line for voicing 
and the other for receiving TTY mes-
sages. A VCO-to-TTY TRS call allows a 
relay conversation to take place be-
tween a VCO user and a TTY user. 
VCO-to-VCO allows a relay conversa-
tion to take place between two VCO 
users. 

(43) VRS access technology. Any equip-
ment, software, or other technology 
issued, leased, or provided by an Inter-
net-based TRS provider that can be 
used to make and receive a VRS call. 

(44) VRS Access Technology Reference 
Platform. A software product procured 
by or on behalf of the Commission that 
provides VRS functionality, including 
the ability to make and receive VRS 
and point-to-point calls, dial-around 
functionality, and the ability to update 
user registration location, and against 
which providers may test their own 
VRS access technology and platforms 

for compliance with the Commission’s 
interoperability and portability rules. 

(45) VRS CA service provider. A VRS 
provider that uses the Neutral Video 
Communication Service Platform for 
the video communication service com-
ponents of VRS. 

(b) For purposes of this subpart, all 
regulations and requirements applica-
ble to common carriers shall also be 
applicable to providers of inter-
connected VoIP service. 

[68 FR 50976, Aug. 25, 2003, as amended at 69 
FR 53351, Sept. 1, 2004; 72 FR 43559, Aug. 6, 
2007; 73 FR 41294, July 18, 2008; 76 FR 24400, 
May 2, 2011; 76 FR 65969, Oct. 25, 2011; 78 FR 
40605, July 5, 2013] 

§ 64.602 Jurisdiction. 
Any violation of this subpart F by 

any common carrier engaged in intra-
state communication shall be subject 
to the same remedies, penalties, and 
procedures as are applicable to a viola-
tion of the Act by a common carrier 
engaged in interstate communication. 

[65 FR 38436, June 21, 2000] 

§ 64.603 Provision of services. 
Each common carrier providing tele-

phone voice transmission services shall 
provide, not later than July 26, 1993, in 
compliance with the regulations pre-
scribed herein, throughout the area in 
which it offers services, telecommuni-
cations relay services, individually, 
through designees, through a competi-
tively selected vendor, or in concert 
with other carriers. Speech-to-speech 
relay service and interstate Spanish 
language relay service shall be pro-
vided by March 1, 2001. In addition, 
each common carrier providing tele-
phone voice transmission services shall 
provide, not later than October 1, 2001, 
access via the 711 dialing code to all 
relay services as a toll free call. A com-
mon carrier shall be considered to be in 
compliance with these regulations: 

(a) With respect to intrastate tele-
communications relay services in any 
state that does not have a certified 
program under § 64.606 and with respect 
to interstate telecommunications relay 
services, if such common carrier (or 
other entity through which the carrier 
is providing such relay services) is in 
compliance with § 64.604; or 
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(b) With respect to intrastate tele-
communications relay services in any 
state that has a certified program 
under § 64.606 for such state, if such 
common carrier (or other entity 
through which the carrier is providing 
such relay services) is in compliance 
with the program certified under 
§ 64.606 for such state. 

[65 FR 38436, June 21, 2000, as amended at 66 
FR 67114, Dec. 28, 2001; 73 FR 21258, Apr. 21, 
2008] 

§ 64.604 Mandatory minimum stand-
ards. 

The standards in this section are ap-
plicable December 18, 2000, except as 
stated in paragraphs (c)(2) and (c)(7) of 
this section. 

(a) Operational standards—(1) Commu-
nications assistant (CA). (i) TRS pro-
viders are responsible for requiring 
that all CAs be sufficiently trained to 
effectively meet the specialized com-
munications needs of individuals with 
hearing and speech disabilities. 

(ii) CAs must have competent skills 
in typing, grammar, spelling, interpre-
tation of typewritten ASL, and famili-
arity with hearing and speech dis-
ability cultures, languages and eti-
quette. CAs must possess clear and ar-
ticulate voice communications. 

(iii) CAs must provide a typing speed 
of a minimum of 60 words per minute. 
Technological aids may be used to 
reach the required typing speed. Pro-
viders must give oral-to-type tests of 
CA speed. 

(iv) TRS providers are responsible for 
requiring that VRS CAs are qualified 
interpreters. A ‘‘qualified interpreter’’ 
is able to interpret effectively, accu-
rately, and impartially, both recep-
tively and expressively, using any nec-
essary specialized vocabulary. 

(v) CAs answering and placing a TTY- 
based TRS or VRS call shall stay with 
the call for a minimum of ten minutes. 
CAs answering and placing an STS call 
shall stay with the call for a minimum 
of twenty minutes. The minimum time 
period shall begin to run when the CA 
reaches the called party. The obliga-
tion of the CA to stay with the call 
shall terminate upon the earlier of: 

(A) The termination of the call by 
one of the parties to the call; or 

(B) The completion of the minimum 
time period. 

(vi) TRS providers must make best 
efforts to accommodate a TRS user’s 
requested CA gender when a call is ini-
tiated and, if a transfer occurs, at the 
time the call is transferred to another 
CA. 

(vii) TRS shall transmit conversa-
tions between TTY and voice callers in 
real time. 

(viii) STS providers shall offer STS 
users the option to have their voices 
muted so that the other party to the 
call will hear only the CA and will not 
hear the STS user’s voice. 

(2) Confidentiality and conversation 
content. (i) Except as authorized by sec-
tion 705 of the Communications Act, 47 
U.S.C. 605, CAs are prohibited from dis-
closing the content of any relayed con-
versation regardless of content, and 
with a limited exception for STS CAs, 
from keeping records of the content of 
any conversation beyond the duration 
of a call, even if to do so would be in-
consistent with state or local law. STS 
CAs may retain information from a 
particular call in order to facilitate the 
completion of consecutive calls, at the 
request of the user. The caller may re-
quest the STS CA to retain such infor-
mation, or the CA may ask the caller if 
he wants the CA to repeat the same in-
formation during subsequent calls. The 
CA may retain the information only 
for as long as it takes to complete the 
subsequent calls. 

(ii) CAs are prohibited from inten-
tionally altering a relayed conversa-
tion and, to the extent that it is not in-
consistent with federal, state or local 
law regarding use of telephone com-
pany facilities for illegal purposes, 
must relay all conversation verbatim 
unless the relay user specifically re-
quests summarization, or if the user re-
quests interpretation of an ASL call. 
An STS CA may facilitate the call of 
an STS user with a speech disability so 
long as the CA does not interfere with 
the independence of the user, the user 
maintains control of the conversation, 
and the user does not object. Appro-
priate measures must be taken by 
relay providers to ensure that con-
fidentiality of VRS users is main-
tained. 
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